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- INTRODUCTION - 


Communication 


For 


Survival 


And 


Success 





COMMUNICATION: “The act, or the fact of communicating 


and transmitting ourselves to others. The imparting of,or 
interchange of thoughts, opinions, feelings and information by 
speech, writing, signs, or other media and methods. That 
which is communicated or imparted. A document or message 
imparting views, information, etc. Exchange of views and/or 
ideas. 























INTRODUCTION 


Welcome to the work shop “Communication for Survival and 
Success". In the development of this work shop, we found 
there were many other courses, workshops and classes that 
addressed this area of human activity and interaction. Much 
has been written and thought given to the subject; perhaps 
more than any other area of human inter-activity. In 
development of the workshop, we felt we had an opportunity 
to provide information to aid in understanding ourselves 
better, and to discover what supports good communication, 
and what limits or blocks it. 


We will exploring many areas of communication that, in our 
opinion, should be addressed to assure maximum learning, 
understanding and awareness, and therefore affords the best 
opportunity for growth for each of us individually and will 
ultimately benefit organization as well. 





We have structured the workshop to be meaningful, enjoyable 
and interactive. You will be given tools to take with you to 


apply on the job, and in your personal life. Please be open, 





present, and most of all, enjoy. You are encouraged to help 
us improve the workshop by offering suggestions, ideas, and 
thoughts as appropriate. At the close of the workshop you 
will be given an opportunity to asses the workshup formally, 
which will help us improve it for future sessions. 




















SOME SUGGESTIONS 


- Be Open 

- Consider that change is possible 

- Try not to overlay you on others 

- Do not allow others to overlay themselves on you - 


Consider yourself as a learning, growing person 


- Be gentle with yourself and others 
- With this information, you own your future 


communications 


- You are in charge of your personal destiny 
- You control your communication, 


especially with yourself 


- Place yourself in charge 
- If yeu always do, what you always did, you a get, 


what you always got. 


- Whatever you do or attempt, consider this- When you strive 


for excellence, you never settle for mediocrity 
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PROGRAMMING 


When we address the aspect of programming !" the context 
of communication, we intend to explore the fact that our 
current communication styles are the result of many factors 
which make up our lives, background, educations etc. We 
will be discussing the following elements with regards to 
programming: 


EARLY PROGRAMMING: 
PREDISPOSITION: 
ATTITUDE: 


GENDER: 





MODELS: 
EXPECTANCY: 
MATURITY: 
OTHER FACTORS: 


WE WILL ADDRESS EACH OF THESE ELEMENTS BRIEFLY ON 
THE FOLLOWING PAGES. 

















EARLY PROGRAMMING 


Early programming can best be explained as those factors 
occurring in our formative years, that directly (or indirectly) 
have had an impact on our orientation with self and self with 


the outer world. 


Factors to be considered, might be the type of school{s) we 
went to, what place we held in the family, (first born, second, 
etc.) only child, relationship with parents and grand parents, 
religion, cultural orientation, and other elements. Each of 
these elements alone would not have that great an impact 
upon how we communicate with ourselves and others. That 
is, until you consider when combined, we soon discover how 
complex early programming can be, and therefore must be 


taken into account. 


We will be discussing personal examples of how this aspect 
has affected us in how we currently communicate, and try to 
discover was we can overcome early programming that has 
caused us previous difficulties in our communications. 
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PREDISPOSITION 


When we refer to ‘disposition’, we generally use it in 
conjunction with another individuals’ “attitude” as you see 
and know it to be. We frequently associate disposition with 
either “good or bad" and we tend to overlay our 
interpretation of the current event(s) and evaluate them 
through our current state of mind. With predisposition, we 
set ourselves up for future event(s) based upon our past 
experience and programming. We always look for things that 
will validate our predisposition and thus justify the way we 
see and relate to reality in our world and therefore maintain 
our sense of sanity and balance. 


In our predisposition we set ourselves up for having a good 
day or bad, a good meeting or not, a satisfying career or a 
average one. With a negative predisposition, we will look for 


events and opportunities that will justify our sense of reality. 
We tend to ¢o this at the subconscious level and tend not to 


be aware. 


The good news is, you can control your forethought and 
therefore your predisposition and potentially the outcome of 
future events. You can question your negative thinking and 
try to identify where it is coming from and if you can you can 
alter how you will deal with events :9 the future. Our 
predispositions are very powerful and are not always known 
to us! 




















ATTITUDE 


Attitude is something we all have, for several, depending upon 
circumstance) about everything and everyone, including 
ourselves! 


Attitude is neither good or bad until someone evaluates it and 
then processes it against some known and accepted “good or 
bad". We must accept the fact that “our” attitude(s) are 
always on display to others and are almost impossible to hide 
for long. When we are with friends we can identify others 
with an “attitude” problem, and taken further and observe 
the same group of people can identify attitudes in other 
organization(s), that can be viewed as either good or had. 








As we discovered with predisposition, we can control our 
attitudes if we identify why we have them and where they 
come from. One of the most important facts to remember 
about attitude is that we all have one and that other see 
them, others operate and respond to you from their attitude 
about you which is very complex as we will discuss. 


When we think attitude(s), consider yours comes from all your 
past experiences, current frame of mind, mental state, health, 
and other factors currently going on with you. As with 
predisposition, you can control your attitude, if you choose to. 




















GENDER 


During the workshop we will discuss how gender affects 
communication, and how it can set us up for _ similar 
situations as predisposition and programming do. We will 
discover also how each are connected to our attitude and 
further how we can effectively deal with potential conflict 
arising out of gender differences BEFORE they occur. 

















MODELS © 


In this part of the workshop we will attempt how the effect 
of role models affect our attitudes, predispositions, and 
therefore our forethought surrounding our communications. 


Models in our lives start at a very early age with our parents, 
siblings, family and friends, and expands into the world 
outside of the home environment. 





We are continually bombarded by outside influences that 
“tell” us how we should feel, act, behave, respond, what we 
should like and what we should dislike. This bombardment 
takes the form as peers, family, TV, our leaders and bosses. 
We tend to find and explore behaviors that will MOST benefit 
us in our lives and support our need to be understood and 


accepted in our worlds. 


An imiportant aspect of modeling which we must consider and 
be conscious of, is the fact that WE are models to others, and 
our behavior has a direct impact upon others ability to 
communicate not only with us but also with others in their 
world. 











t is suggested that we look at our behaviors and ask 
ourselves "where is this coming from, and do | like 
what | see, and if not do something about it. 














EXPECTANCY 


Expectancy is the concept that we live our lives with a sense 
of expectancy, in that we act out what we believe to be 
“Tight” for us. This “right” is way of maintaining as sense 
of balance for ourselves and these elements set up our 
expectancy of what and how we expect in life. 


This expectancy of our lives drives us to act out scenes even 
though we know that they are not supportive. We can tend 
to continue to live mediocre, or ordinary lives in spite of the 
fact that we are perfectly aware of it, and in fact EXPECT it. 
In this same manner we look forward to communication in the 
same manner, and pre-evaluate and determine the outcome 


based upon our expectancy. 


One of the symptoms of poor communications is the thought 
process that we go through that we can label as “they just 








don't understand” or carried further down the spiral-"nobody 
understands, so why bother" 

This pattern of thought at ene time or another is held by us 
all, and through positive application of predisposition, we can 
alter our expectancy from negative to positive. 














MATURITY 


The last element we will discuss under Programming is 
maturity. It has been found that maturity can have a 
tempering affect upon programming and when the maturation 
process is supported with exposure to concepts that are 
designed to support communication and foster personal 
growth. In other words, a mature individual will consciously 
use learned tools effectively deal with conflict arising out of 
situations where predispositions and negative expectancy are 
present and with time will use these tools automatically as 
a matter of course. 





We should be aware that some of the tools we use to deal 
with communication difficulties are instinctive and are very 
powerful. When we become of aware of our instinctive 
reactions and learn to deal with them positively, we can use 
information most fully and predict positive outcomes of all our 
communication events. 


We must also be realists, even with this information and 
preparation we must accept the fact that occasionally we will 
face situations where another individuals “baggage” is so 
profound that nothing we can do will alter their 
predisposition, and the best course of action then is extract 
our selves from their conflict and not allow it to become ours. 
This is che course of action that mature individuals 
demonstrate. 
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OTHER FACTORS 


/t must he understood that many, many factors affect 
communication which cannot be included in a workshop of 
this type. Many books, articles and studies have heen done 
covering this subject and individuals have devoted their lives 
in the pursuit of understanding the complex area of 
communications. 


CROSS-CULTURAL COMMUNICATION 


We have included in the workshop a segment which addresses 
CROSS-CULTURAL communications, which we feel should be 
addressed as a separate componeat.in order to understand the 
concept of cross-cultural communication it would be 
appropriate that we first give some definition to the term 
Culture (hopefully we have already defined to some degree 
communications): 





CULTURE: The sum total of ways of living built up by a 
group of human beings which is transmitted from one 
generation to the next. The status quo, or “that’s how it is 
here”. An accepted set of standards, rules, norms, and 
behaviors that the group has determined to be acceptable over 
NOTE: This definition is meant to be applied only 








time. 
within the framework of this workshop and is not intended to 
be all inclusive. We must also consider our personal cultural 
orientation may be in conflict with the work culture we find 


ourselves. 
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FILTERS 


Another factor affecting communication in the aspect of 
FILTERS. By filters we mean that all communication outside 
ourselves pass through filtering systems that will affect how 
we evaluate the potential of the communication and this 
filtering can turn the communication toward how our filters 
systems have evaluated the based upon the INDIVIDUAL 
conveying the information and NOT the content of the 
communication. Even though we all try to remain objective 
during communication we must recognize that this filtering 
effect is in play at all times and does in fact affect our 


& @ 
communication 
oe 





This filter process can be connected to such things as age, 
gender, height, weight, race, education, accent, social 
standing, clothes, hair, eye contact, body language, past 
associations of similar others and many, many other factors. 
We will attempt to point out some significant filters so we 
may explore how they have affected us personally. 


The concept of filters is considered so important when 
individuals hope to improve their personal communication 
style the you are encouraged to seek feedback from others to 
help you in your efforts to improve. 
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OPEWING THE JOHAR! WINDOW 


In our every day lives we live at levels that perhaps are not 
what we are capable of, many studies have been done with 
human beings that demonstrate that we allow ourselves to be 
inhibited and therefore limited in our potential. 





We have numbed ourselves subconsciously in many ways to 
cope with our modern, fast paced and often superficial world. 
We numb ourselves in many ways. We become overweight, 
smoke, work too hard, live "in the fast lane", take drugs or 
drink to excess, say “can’t” and “impossible,” accept limits 
we don't have, and experience boundaries that are superficial, 
and fail to take risks, and worst of all we don't take time to 
stop and smell the roses! We do not believe that as human 
beings we can feel, sense, touch, smell, and see to degrees 
beyond our present imagination. 


Opening the JoHari can allow us to open ourselves to being 
more sensitive, aware, and achieve more of our potential and 
become more fully a human being. 


When Joseph Luft and Harry Ingram gave us the Jofari 
Window in 1955, they gave us a splendid new vision of 
Haman Interaction and Communication: When we share 
ourselves with others, WE grow. We achieve greater self- 
awareness. The JoHari Window actually represents a life 
position, and a life stance. 














If offers us a lifelong process by which we can continually 
grow and develop. Also, the JoHari Window can be the 
foundation for being the best you can be. 


For ease of understanding, | have attached a portrayal of the 
JoHari Window and it graphically represents each of us as a 
window, for illustrative purposes, | have drawn the Joflari 
Window as if all quadrants are equal, but actually they are 
not. Lets now look at the JoHari Window. 








The UPPER LEFT quadrant is called the OPEN or area of free 
activity. It represents that information which you and | both 
know about myself. Such as the color of my hair, what | do, 
my present activity (standing, sitting, walking, arguing etc.) 
and other information about me which | have voluntarily 
shared with you. It is this area where we connect. 


The UPPER RIGHT quadrant is called the blind, or area of 
uncertain activity. It represents that which | don’t know 
about myself but you know about me. Your feelings and 
fantasies about me, how | look to you, the hopes, dreams, 
expectations and plans you have for me. It is this area where 
/ can grown from with feedback from as to what you see, and 
what you see as things or behaviors that get in the way of 
my growth 














The BOTTOM LEFT quadrant is called the hidden area. It 
represents that which | know about myself and you don't 
know about myself. My age, life history, feelings about you 
and others, how I feel about certain issues, what | want from 
you, my mannerisms and habits, why | posture myself certain 
ways. In this area we do not keep "secrets", we just choose 
not to reveal all. The Hidden are has been broken into two 
distinet areas that we can grown from when we are aware 
how they affect our relationships with others. The areas are 
broken into personal and private. When people shared their 
personal areas, the building of open trusting relationships 
occurred much more freely and rapidly and afforded each 
individual the most opportunity for growth. In this way a 
person will feel much more comfortable keeping those things 
private, which they feel require it, and much more willing to 
share personal areas which will allow the relationship(s) to 
flourish. 





The BOTTOM RIGHT quadrant is called the Mystery or area 
of unknown activity. it represents all the things about me 
that are unknown both to me and to others. It is the me that 
is still unexplored, the me that is unfolding each moment, the 
me beyond the here-andnow me. I| see this quadrant as 
boundless and having the most potential for growth, and 
herein lies our potential. 























Together, all four quadrants compose our total self. The 
boundaries of these quadrants are not rigid because we are 
not rigid. We are always changing and growing, and with the 
understanding of the JoHari Window, perhaps our growth can 
continue at a more rapid pace, while helping others grow with 


US. 














YOUR STYLE AND PERSONALITY 


In this segment of the workshop will enter into an area often 
talked about, joked about, made fun of, and generally labeled 
as “we all got one” 


When we talk about our personalities, we describe ourselves 
as having an “Outgoing” personality, or I'm the quiet type, or 
he’s a “nerd”, or she’s a bleeding heart or he has a “crazy” 
one or any of a thousand and one descriptions we have 
learned, heave heard and have used over a lifetime. 


In this segment we will discover some of the reasons why we 
think like we think, feel like we feel, buy what we but and 
generally live our lives like we live them, and why we tend 
to view each other the way in which we do. We will go on 
a guided journey to self-discovery and in the process discover 
elements of our selves we can examine and decide on some 
areas that perhaps with some modification, we can grow 
toward a life more fall life where we can communicate will 
all in an open congruent manner. 
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+ PER TY PROFILE 


It is fashionable to say that every individual is unique. 3 
Certainly each individual is a product of heredity and environment 
and as a reeult is different from.everyone else. The doctrine of 
uniqueness, however, offers no practical help in understanding the 
people whom we must educate, counsel, or work with, or from a 


personal perspective, deal with in our personal lives. 
In practice, we tend to‘'assume unconsciously that other people's 


minds work on the same principles as our own. Frequently, though, 


the people we interact with do.not reason as we reason, do not 
value the things we value, or are not interested in what interests 
us. What results when people act contrary to our unconscious 
pone eg Friction...name — a 


The purpose of the a ee (MBTI) is to make 
the theory of psychological types described by Cari J. Jung 
ee Ce cee Ley eye 





If people differ systematically in what they perceive and in how 
they reach conclusions, then it is only reasonable for them to 
differ correspondingly in their reactions, interests, values, 
motivations, arid skills. 


So, how can YOU benefit from the information you are about to 
receive? 


QUALITY COMMUNICATIONS — ~ PAGE 1- PERSONALITY PROFILES*: 
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PERSONALITY PROFILES 





We think we prefer differences..."opposites attract"”...different 
strokes for different folks"...in reality, though, few of us make 
much allowance for these differences. We are resistant to those 
who buck conformity to “do their own thing." We are frequently 
irritated by the individual who offers new ideas in the workplace 
or sees opportunities for improvement. 


Therefore, the challenges are: 


@ to learn the types of preferences that result in different 
behaviors and, therefore, become skillful in TYPEWATCHING; 


@ to recognize and appreciate others’ “right” to be 
“different” and to learn to constructively use the 
differences between people; 


@ to understand the strengths and weaknesses of your 
personal Myers-Briggs type. 


All this starts with a greater self awareness on your part and 
hence the reason for completing the MBTI. : 


QUALITY COMMUNICATIONS - PAGE 2- PERSONALITY PROFILES 
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PERSONALITY PROFILES 
FRAMEWORK FOR UNDERSTANDING PERSONALITY PROFILES: 








Regarding the MBTI: 


The MBTI is not a “test" but an “indicator.” There are no 
right or wrong answers because you are only reporting your 
preferred ways of functioning. 


There are no good or bad types. All types have their own 
strengths and weaknesses, gifts and blind spots. : 


The MBTI shows interesting and important behavior patterns; 
knowledge of these patterns is useful for understanding people 
and their interactions. 


The MBTI is concerned with differences in incorporating 
information and making decisions. 


Regarding the Nature of Typology and TYPEWATCHING: 


Types are not pigeonholes, but describe preferred ways of 








functioning. 


The 16 types consist of a combination of four processes 
(Sensing or INtuition and Thinking or Feeling) and four attitudes 
(Extraversion or Introversion and Judging or Perceiving). 


Everyone uses all the processes and attitudes, but in theory, 
each person likes some more than others. 


























PERSONALITY PROFILES 





THE FOUR PREFERENCES 











Extraversion or Introversion: Where do you draw your energy? 
Extraversion (E) (75% of the U.S. population): 


@ Choose other people as their source of energy 
@ Awareness and reliance on the environment for stimulation 


and guidance 

@ Action-oriented, sometimes impulsive way of meeting life 

@ Ease of communication; prefer verbal communication, in fact do 
mental work by talking; speak-think 

¢ Wants to know what others expect of him or her 

@ Multiplicity of relationships; breadth 


Introver l) (25% of the U.S. population) 


@ Prefers solitude as their source of energy 

@ Likes quiet and time to consider; a thoughtful, contemplative 
detachment; reflective 

¢ Limited relationships; depth 

@ Does mental work privately before talking; think-speak 
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QUALITY COMMUNICATIONS -- PAGE 5- PERSONALITY PROFILES 
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PERSONALITY PROFILES 





THE FOUR PREFERENCES 





Sensing or Intuition: How do you gather information? 





Sensing (S) (75% of the U.S. population) 


@ Your 5 senses establish what exists; facts established through 
the framework of personal experience. 
@ Enjoy the present moment; the "here and now’ 


@ Realistic; practical 
@ Memory for details; able to work with a great number of facts 


@ Sees the trees in the forest 


Intuition (N) (25 % of the population) 


@ Attuned to meanings, relationships, and possibilities beyond 
the information of the 5 senses; use their 6th sense 

@ Imaginative; creative 

@ Future-oriented 

@ Abstract; theoretical 

@ Atree is part of a system, an organic whole, called a “forest” 


QUALITY COMMUNICATIONS -- PAGE 7 - PERSONALITY PROFILES e ? t 




















PERSONALITY PROFILES 





THE FOUR PREFERENCES 


Sensing or Intuition: How do you gather information? 





MBTI research indicates that the greatest source of conflict 
between the opposite preferences happens to be the differences 


between SENSING and INTUITION. 





Think about how this plays out in your work environment: 


SENSING: 


Want the facts only; want ALL the details. Forget 
the theory. 


any new idea/concept/proposal. 


Any proposal/idea/concept must make sense through 
the five senses. 


INTUITION: 


Comfortable with theory; want the big picture. Not 
concerned with the details. 


Can envision the future; don’t need a historical 
baseline. 


Hunch needs to “feel right." 


QUALITY COMMUNICATIONS - PAGE 8 -- PERSONALITY PROFILES 28 
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PERSONALITY PROFILES 





THE FOUR PREFERENCES 


Thinking or Feeling: How do you make decisions? 





Thinking (T) (50% of the U.S. population): 


@ About 65% of the male population 

@ Decides by examining data, staying objective and cool; 
links ideas together by making logical connections 

@ Logical consequences (cause and effect); wants to be treated 
fair 

¢ Objective; impersonal; does not need harmony 

@ Analytical; analyzes and weighs evidence 

@ Concern with the technical aspects of problems 


Feeling (F) (50% of the U.S. population) 


@ About 65% of the female population 

@ Comes to decisions by weighing relative values and merits of 
the issues; pays attention to personal and group values 

@ Looks at extenuating circumstances 

@ Concerned with the human aspect of problems 

¢ Values harmony; likes to give and receive praise 


0: 
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PERSONALITY PROFILES 





THE FOUR PREFERENCES 








Judging or Perception: Do you prefer closure and the settling of 
things or do you prefer to keep your options open? 





Judging (J) (50% of the U.S. population) 


@ Like to make decisions, come to closure, and move on 

@ Prefer to be structured, organized, and want things settled 
¢@ Tend to live in planned, orderly way 

¢ Want to regulate life and control it 

@ Focus on completing the task 


Perception (P) (50% of the U.S. population) 


@ Prefer to keep options open; gather more information 

@ Like to live in a flexible, spontaneous way 

¢ Seek to understand life, rather than control it; adaptable 
@ Focus on starting the task 
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PERSONALITY PROFILES 


It is fashionable to say that every individual is unique. 

Certainly each individual is a product of heredity and environment 
and as a result is different from everyone else. The doctrine of 
uniqueness, however, gives managers no practical help In 
understanding the people whom we must educate, counsel, or work 
with, or from a personal perspective, deal with in our personal 
lives. 


In practice, we tend to assume unconsciously that other people’ s 
minds work on the same principles as our own. Frequently, though, 
the people we interact with do not reason as we reason, do not 
value the things we value, or are not interested in what interests 

us. What results when people act contrary to our unconscious 
assumption? Friction...name calling...misunderstandings... 
confusion...poor communication... 


The purpose of the Myers-Briggs Type Indicator (MBTI) is to make 


the theory of psychological types described by Cari J. Jung 
pees oo nat apn 8 pe, eee 





If people differ systematically in what they perceive and in how 
they reach conclusions, then it is only reasonable for them to 


differ correspondingly in their reactions, interests, values, 
motivations, and skills. 


So, how can YOU benefit from the information you are about to 
receive? 


Hf = 393 











PERSONALITY PROFILES 


We think we prefer differences..."opposites attract’..."different . 
strokes for different folks"...in reality, though, few of us make 
much allowance for these differences. We are resistant to those 
who buck conformity to “do their own thing.” We are frequently 
irritated by the individual who offers new ideas in the workplace 
or sees opportunities for Improvement. 


Therefore, the challenges are 


¢ to learn the types of preferences that result in different 
behaviors and therefore, become skillful in TYPEWATCHING; 


¢ to recognize and appreciate others’ “right” to be 
“different” and to learn to constructively use the 
differences between people; 


@ to understand the strengths and weaknesses of your 
personal management style. . 


All this starts with a greater self awareness on your part and 
hence the reason for completing the MBTI. 
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PERSONALITY PROFILES 


FRAMEWORK FOR UNDERSTANDING PERSONALITY PROFILES: 


Regarding the MBTI: 


The MBTI is not a “test” but an “indicator.” There are no 
right or wrong answers because you are only reporting your 
preferred ways of functioning. 


There are no good or bad types. All types have their own 
strengths and weaknesses, gifts and blind spots. 


The MBTI shows interesting and important behavior patterns; 
knowledge of these patterns is useful for understanding people 
and their interactions. 


The MBTI is concerned with differences in incorporating 
information and making decisions. 


Regarding the Nature of Typology and TYPEWATCHING: 


Types are not pigeonholes, but describe preferred ways of 
functioning. 


The 16 types consist of a combination of four processes 
(Sensing or INtuition and Thinking or Feeling) and four attitudes 





_ (Epdtraversion or introversion and Judging or Perceiving). 


Everyone uses all the processes and attitudes, but in theory, 
each person likes some more than others. 
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A BRIEF HISTORY OF TYPEWATCHING 


The idea of classifying people is as old as humanity itself. 
Classifying versonality types is based on the written works of 
Swiss psychologist C. G. Jung (1875-1961), which first appeared 
in English in 1923. Jung’s orientation was both medical and 
psychological and was based more on wellness than on illness - 
that is to say, normal rather than abnormal psychology. He had 
what we would today call the most holistic view of life among 
the theorists of his time, believing that many physical and 
emotional illnesses were the result of imbalances of the mind, 
body, and spirit. Jung believed that we are born with a 
predisposition to certain personality preferences. He also 
believed that healthy development was based on lifelong 
nurturing of those preferences, not on working to change them. 
The maturing process for Jung meant being able to deal nore 
effectively with and being less threatened by the preferences 


you do not choose. 





Independently of Jung, Katharine Briggs, who had no formal 
psychological training, had developed classifications of her 
own, based on her observations of personality differences. Her 
goal was to quantify her theory that people’s behavior was not 
as random as some believed. Her observations told her that the 
issue had to do with subtle differences in how they approached 
life. She had formally classified these differences when she 
encountered the newly translated book, Psychological Types, by 
Jung. She recognized that her theory of personality types was 
consistent with Jung’s, and became an exhaustive student of his. 


Brigg’s only offspring, Isabel, was an extraordinarily brilliant 
child who was taught primarily at home by her mother and who 
attended Swarthmore College, graduating at the head of her class 
(having married Clarence Myers in the interim) with a major in 
political science. After graduation, she spent the next twenty 
years as wife, mother, and author of two published novels, all 
the while observing differences in people and trying to fit them 
into the classifications created by her mother and Jung. 


In 1942, prompted by World War II - and the two women’s 
conviction that the war was caused, in part, by people not 
understanding differences - Isabel, with her mother’s guidance, 
began to develop a series of questions to measure personality 
differences. The result was the Myers-Briggs Type Indicator. 
With painstaking care, and thousands of three- by five-inch 
cards containing sample questions, Isabel spent years sorting, 
analyzing, and validating people’s responses to the MBTI. She 
validated her early observations against groups of people whose 
preferences she knew to be well defined. Later, she tested 
individuals in a cross section of society and further validated 
the MBTI against other psychological instruments. By the early 
1960s the data indicated that the MBTI was not a valid measure 
of personality differences, but seemed to be reliable in 
reporting those differences over time. 
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A BRIEF HISTORY OF TYPEWATCHING 


(Continued) 


Not everyone in the vast field of psychology agreed with the 
MBTI’s validity. For one thing, the instrument had been 
developed by two women, which did not endear it to the primarily 
moic psychological community. Even worse, neither woman was a 
psychologist. Further, not many psychologists subscribed to 
Jung’s esoteric theories; even Jung felt that his own theories 
couldn’t be quantified. The MBTI seemed to be an instrument 
whose time had not yet come. 


It was in 1956 that Educational Testing Service (ETS) in 
Princeton, New Jersey, agreed to publish the MBTI, albeit with 
some reluctance. Some on the board of ETS felt that a 
personality test was beyond the organization’s mission, which 
was to publish more educationally oriented material, such as the 
Scholastic Aptitude Test. William Chauncy, the president of 
ETS, prevailed, and the MBTI began to gain credibility. ETS 
placed stringent requirements on those working with the MBTI. 
It could be used only for research, for example, and the data 
were not to be made available to the general public. Few 
professional psychologists even knew of the Indicator, let alone 
put it to use. 


During the 1960s a number of dramatic things happened that 
helped launch the MBTI. In 1962, Isabel published a manual on 
her research, the first formal document on it. That same year 
she was invited to speak to the American Psychological 
Association, a major breakthrough in the process of her gaining 
recognition in the field of psychology. Over the next few years 
there emerged several pockets of research using the MBTI, 
studying everything from dormitory living configurations to 
learning styles. 


In 1969, Isabel met Mary McCaulley, a clinical psychologist who 
was in charge of the Health Center at the University of Florida 
in Gainesville. Together, the two women started a typology 
laboratory at the university that would become a research and 
resource center for all MBTI-related work. As the laboratory 
grew in size and scope, it was established in 1972 as the Center 
for the Application of Psychological Type (CAPT). It remains 
the principal research facility for Typewatching. The 
accumulation of Typewatching data warranted the establishment of 
such a center to facilitate the growing amount of interest in 
the field of typology. In 1975, while the MBTI was still 
considered only an instrument with limited research potential, 
CAPT sponsored the first of what would become a biennial 
confere:ce on Typewatching. Fewer than one hundred people 
attended that first conference; a decade later, more than eight 
hundred people attended the Sixth International Conf2rence, in 
Evanston, Illinois, mirroring the growth of interest in 


Typewatching. 
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A BRIEF HISTORY OF TYPEWATCHING 


(Continued ) 


In 1975, Consulting Psychologists Press became publisher of the 
Myers-Briggs Type Indicator, and the MBTI became available to a 
wider professional circle. At the 1979 CAPT-sponsored 
conference, the Association of Psychological Type (APT) was 
born. It is a membership organization for anyone interested in 
Typewatching. Among APT’s interests is to foster professional 
standards in use of the MBTI and to encourage diversity among 
schools of Typewatching. Among the most popular of the varying 
approaches is the Temperament Theory espoused by the 
California-based David Keirsey and Marilyn Bates, authors of 
Please Understand Me. Keirsey, a behaviorist and clinical 
psychologist, while very different in his approach from 
Myers-Briggs and Jung, introduced some variations on the theme 
that we find to be very helpful. But by itself, Keirsey’s 
theory, with only four type classifications, is considered more 
limited than the MBTI. Together, however, Keirsey and the MBTI 
provide a more thorough perspective on Typewatching differences 
than either can provide by itself. 


By the mid-1980s, the growing interest in Typewatching theory - 
and Jung - coupled with people’s natural tendencies to classify 
behavior, helped to create the fertile environment we now have 
for Typewatching. Today, several million American have taken 
the Myers-Briggs Type Indicator; exact figures are unavailable, 
due to a lack of centralization of data. The MBTI has also been 
translated into Japanese, Spanish, and French, and, as of this 
writing, a German version is expected. APT itself has gained an 
international membership. 





From TYPE TALK - OR Him TO DETERMINE YOUR PERSONALITY TYPE 
AND CHANGE YOUR LIFE by Otto Kroeger and Janet M. Thuesen. 
Copyright (c) 1988 by Otto Kroeger and Janet 4. Thuesen. 
Reprinted by arrangement with Delacorte Press, a division 
of Bantam, Doubleday, Del! Publishing Group, Inc. 
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PERSONALITY PROFILES 





IMPLICATIONS OF TEMPERAMENT: Your "temperament" for 
purposes of discussion of psychological type, is that which places 
a sianature or thumbprint on each of your actions, making it 





recognizably your own. Temperament is a shortcut to 
understanding and watching for type.and is based primarily on 
observable, extraverted patterns or clusters of behavior. There 


are four temperaments: 

The "SP" Tem nt: Troubleshooter or N tor 
Process oriented...quest for action...spontaneous...adaptable... 
fiexibie...impulsive...resourceful...good in a crisis... 

The achilles heel of an SP: Routine! 


"SJ" T : ilizer/Tr. li 








dependabile...resistant to change...prefer structure and order... 


belief in hierarchy...quest for belonging (to be useful)... 
The achilles heel of an SJ: Disarray and disorganization! 


The “NT” Temperament: Visionary 


Future oriented...enjoy developing models, exploring ideas, 
buliding systems...possibilities of principles...independent... 
objective...what would happen if?...quest for competency... 
The achilles heel of an NT: Incompetence! 


The "NF" Temperament: Catalyst for Change 


Future oriented...values unique identity...possibilities of people 
....quest for their own identity...hypersensitive to conflict... 
needs encouragement and recognition...gives strokes freely... 


The achilles heel of an NF: Guilt! 
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Style: Catalyst 
Achilles’ Heel: Guilt 


About 12 % General U.S. Population 
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Achilles’ Heel: Incompetence 


About 12 % General U.S. Population 
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Quest: i 
Style: Stabllizer/Treahionalist 
Achilles’ Heel: Disarray/Disorganization 


About 38 % General U.S. Population 
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Style: Trouble Shooter Negot 
Achilles’ Heel: Routine 


About 38 % General U.S. Population 
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MYERS-BRIGGS TYPE INDICATOR 
Concepts for Understanding Type 








(~~ EFFECTS OF EACH PREFERENCE IN WORK SITUATIONS 
: Extraverts 


' Like variety and action 
. Are often good at greeting people 


Are sometimes impatient with long slow jobs 

Are interested in how others do their jobs 

Often enjoy talking on the phone 

Like to have people around in the working environment 
Often act quickly, sometimes without thinking 

May prefer to communicate by taking rather than writing 
Like to learn a new task by talking & through wih someone 


- Sensing Types 

_ Are aware of the uniqueness of each event 

' Focus on what works now 

. Like an established way of doing things 

- Enjoy applying what they have already learned 

. Work steadily with a realistic idea of how long it will take 


Usually reach a conclusion step by step 


. Are not often inspired, and may not trust the inspiration 


when they are 
Are careful about the facts 
May be good at precise work 
Can oversimplity a task 
Accept current realty as a given to work with 


Thinking Types 

Are good at putting things in logical order 

Respond more to people's ideas than their feelings 
Anticipate or predict logical outcomes of choices 
Need to be treated fairly 

Tend to be firm and tough-minded 

Are able to reprimand or fire people when necessary 
May hurt people's feelings without knowing it 

Have a talent for analyzing a problem or situation 


Judging Types 


Work best when they can plan their work and foliow the plan 

Like to get things settled and finished 

May decide things too quickly 

May dislike to imterrupt the project they are on for a more 
urgent one 

Tend to be satisfied once they reach a judgment on a thing, 
Situation, or person 

Want only the essentials needed to begin their work 

Schedule projects so that each step gets done on time 

Use lists as agendas for action 


Introverts 

Like quiet for concentration 

Have trouble remembering names and faces 

Can work on one project for a long time without interruptior 

Are interested in the idea behind the job 

Dislike telephone imerruptions 

Think before they act, sometimes without acting 

Work alone contemedly 

May prefer communications to be in writing 

May prefer to leam by reading rather than talking or 
experiencing 


intuitive Types 

Are aware of new challenges and possibilities 

Focus on how things could be improved 

Dislike doing the same thing repeatedly 

Enjoy learning new skills 

Work in‘bursts of energy powered by enthusiasm. with 
slack periods in between 

May leap to a conclusion quickly 

Follow their inspirations and hunches 

May get their facts a ba wrong 

Dislike taking time for precision 

Can overcomplexity a task 

Ask why things are as they are 


Like harmony and will work to make it happen 
Respond to people's values as much as to their thoughts | 
Are good at seeing the effects of choices on people 


Enjoy pleasing people 
Take an interest in the person behind the job or idea 


Perceptive Types 

Do not mind leaving things open for last-minute changes 

Adapt well to changing sauations 

May have trouble making decisions, feeling like they never 
have enough information 

May start too many projects and have difficulty in finishing 
them 

May postpone unpleasant jobs 

Want to know all about a new job 

Get a lot accomplished at the last minute under pressure 
of a deadline 

Use lists as reminders of all the things they have to do 


someday 
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INTEK-DEPENDENCY OF PERSONALITY TYPES 





Introverts Need 


Extfoverts To: 


develop group enthusiasm. 
draw in non-participators 
get things done quickly 
keep things fun, ‘lively 
remember everyone’s name 
be in the spotlight 


900000 


Intuitives Need 


Sensing Types To: 


establish a routine 

work steadily on task 
resist unnecessary change 
be precise with facts 
read over contracts 
proofread, check records 


o00000 


Thinker Needs A 


Feeling Type To: 
© promote harmony among the 
group 


understand feelings of others 

persuade others 

reconcile differing opinions 

to advertise, sell, teach 

negotiate a compromise 

to show appreciation for 
others 


o00000 


Judging Types Need 
Perceptiv OQ: 


o deal with unforeseen 
circumstances 

o deal with changing 
situations 

o listen to new ideas 
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Extroverts Need 
Introverts To: 





keep everyone on task 
Clarify reasons for methods 
know best way to do task 
provide meditation time 
see problems arising 

work behind the scenes 


Sensing Types Need 


think of new ways 

have enthusiasm 

have inspirations 

be creative 

to look ahead 

deal with “impossibles" 


OoO00000 


Feeling Types Need 
Thinkers To: __ 


make rational decisions 
create a logical order 

be sure the rules are fair 
to fire someone 

stand firm 

to reprimand 


O00 000 


Perceptives Need 

udgin : 
o plan ahead 

Oo complete tasks 


o keep on task when there is 
a lot of confusion 


Rm AS 
PERSONALITY PROFILES 


I EE 
































EE 
Characteristics frequently eseociated with each type 











Sensing Types Intuitive Types 
STU ISFJ INF J INTJ 
Serious. quiet, earn success by concentration Quiet, inendly. responsitile. and conscientious Succeed by perseverance. ornpinalily, and desie Usually have original minds and great dave tor 
and . Practical, matter-ol- Work devotedly to meet thew obligations Lend to do whatever is needed or wanted Put their their Own ideas and purposes In helds that 
tact. logical, realistic, and dependable. See to i stabsity to any project or group. Thorough bes! efforts into thew work Quietly forcatul. appeal to them. they have a fine power to 
that everything is well organized. Take accurate Thew interests are usually Conscientious. concerned for others lespected organize a job and carry Wt through with or 
Make up their own minds as to not technical. Can be patient with necessary tor their firm principles. Likely to be honored and without help Skeptical. critical. independent 

what should be accomplished and work towerd # Getads Loyal. considerate. perceptive followed for thei clear Conviclions as ln how bes! Getermined, sometimes stubborn Must lear to 
steadily, regerdiess of protests or distractions. concerned wath how othur people tee! to serve the Common good yield less important points m order to win the 

: most important 

& isTP SFP NFP INTP 
Cool jet, reserved, observing and Retinng. quietly inendly, sensitive. kind, modes! Full of enthusiasms and loyaites. bul seidom talk Quiet and reserved Especially enjoy theorenica! 
analyzing life with detached curiosity and about thew abilities. Shun disagreements, do nol of these unt they know you well Care about of scientihc pursuits Like solving problems ath 
unexpected fieshes of originel humor. force thelr opynions or values on others Usually learmuny, ideas. language, and independent logic and analysis. Usually interested mainly in 


Usually 
interested in cause and effect, how end why 
mechenical things work. and in organizing lacts 
using logical principles. 


teal thungs thei can be worked. handled, taken 


0 not care to lead bul are often loyal followers 
because they ery the present moment and do 
not want to spoil # by undue haste or exertion. 


ESFP 
everything and make things more fun for others 
by their eryoyment. Like sports and making 


ttungs happen Know whal's going on and join in 
facts easier than 


projects of thew Own. Tend to undertake 100 
much, then somehow get i done Frendiy. bul 
olten too absorbed in whal they are doing fo be 
sociable. Little concerned will: possessions oF 
physical surroundings 


Warmly enthusiastic, high-spinied, ingenious. 
imaginative Able to do almost! anything that 
imeresis them Quick with a solution for any 
Oilficultly and ready to help anyone with a 
Problem Otten rely on thes atuity to my rovise 
instead of preparing in advance Can usually find 


ideas. with little hking for parties or small tal. 
Tend to have sharply defined interests Nee! 
Careers where some sirong interes! can be us") 
and usetul 


Quick, ingenious. good at many things 

company. aleri and outspoken May 
argue for fun on either side of a question 
Resourceful in solving new and challenging 
problems, bul may neglect routine assignments 
Apt to turn to one new inierest afier anothe: 





Practical, realistic. matter-of-fact, with a natural 
heed for business or mechanics. Not interested 
in subjects they see no use for, bul can apply 








Responsive and responsible Generally leel real 
concern tor what others think of wal, and try to 
handle thungs with due regard for the other 
person's feelings Can present a propos.l or 
lead a group discussion with ease and tact 





; for whatever they want ltl 
apert. oF pul together. -— ee competing reasons they Seat in tncing logical reasons for wha incy 
ESTJ : ESFJ ENFJ . ENTJ 


Heatly, rank. decisive. leaders in activities 
Usually good in anything that requires reason) 
and intethgent talk. such as public speakuny Are 
usually well informed and enjoy adding to then 


tund of knowledge May sometimes appear more 


positive and conhdent than then expenence in 
an area warrants 
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MYERS- BRIGGS 


TYPE INDICATOR 


UNDERSTANDING THE TYPE TABLE 


FOUR PREFERENCES ARE SCORED TO ARRIVE AT A PERSON'S TYPE 


THE LOCATION OF THE 16 PREFERENCE TYPES ON THE TYPE TABLE 








‘ 
*¢¢ ¢ * DOES THE PERSON $ INTEREST FLOW MALMLY TO**** * + + 


TWE OUTER WORLD OF ACTIONS, 
() OBJECTS AND PERSONS? 


EXTRAVERSION] 














THE SHER WORLD OF CONCEPTS 
AND IO0EAS? 





| INTROVERS ION] 











ist) | ise) | ine) | ants 
a : 


ISTP | ISFP 





INFP 











eo+e+eeee DOES THE PERSON PREFER TO PERCEIVE eoeeeee0 


THE IMMEDIATE, REAL, 
PRACTICAL FACTS OF 
EXPERIENCE AND LIFE? 





THE POSSIBILITIES, 
RELATIONSHIPS AND 
MEANINGS OF EXPERIENCES? 


| INTUITION} 











¢ 


ESTP | ESFP | ENFP 





® 


EST) | ESF) | ENFJ | ENT) 























EXTRAVERS ION- INTROVERS ION SENS ING- INTUITION 








© © © DOES THE PERSON PREFER TO MAKE QUDGMENTS OR DECISIONS + + + 


OBJECTIVELY, IMPERSONALLY, 
CONSIDERING CAUSES OF EVENTS 
& WHERE DECISIONS MAY LEAD? 





SUBJECTIVELY AND PERSONALLY, 
WEIGHING VALUES OF CHOICES 6 
WOW THEY MATTER TO OTHERS? 











® 



































oo +  & o DOES THE PERSON PREFER MOSTLY TO LIVE + + + + + + @ « 


1m A DECISIVE, PLANNED AND 
ORDERLY WAY, AINING TO . 
REGULATE & CONTROL EVENTS? 


[ooeren] 








In A SPONTANEOUS, FLEXIBLE 
WAY, AIMING TO UNDERSTAND 
LIFE ARNO ADAPT TO IT? 


| PERCEPTION 











THINKING-FEEL ING JUDGPENT-PERCEPT 10N 


P 
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Se ee ee ee oe 
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EXTRAVERSION 
Tendencies/Characteristics 


INTROVERSION 
Tendencies/Characteristics 








Feels pulled outward by external 
claims and conditions. 





~—— 
— 
Feels pushed inward by external 
claims and intrusions. 











Energized by other people, 


O 


O 





Energized by inner resources, 














external experiences. internal experiences. 
( 
- \ 
~ tN 
| 
Acts, then (maybe) reflects. Reflects, then (maybe) acts. 





























EXTRAVERSION INTROVERSION 


Tendencies/Characteristics Tendencies/Characteristics 








Is often friendly, talkative, easy to know. Is often reserved, quiet, hard to know. 


O19 


Expresses emotions. 

















Needs relationships. Needs privacy. 








493 

















EXTRAVERSION INTROVERSION 


Tendencies/Characteristics Tendencies/Characteristics 
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Gives breadth to life. Gives depth to life. 
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Needs introversion for balance. Needs extraversion for balance. 
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SENSING INTUITION 


Tendencies/Characteristics Tendencies/Characteristics 








ry, @ 


Looks at specific parts and pieces. Looks at patterns and relationships. 








— NX 
~ ss 


Lives toward the future anticipating what 
Lives in the present, enjoying what's there. might be. 











Prefers handling practical matters. Prefers imagining possibilities. 
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SENSING INTUITION 


Tendencies/Characteristics Tendencies/Characteristics 























Likes things that are definite, measurable. 
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Starts at the beginning, takes a step at a time. Jumps in anywhere, leaps over steps. 








Works hands-on with the Studies the overall design to | 
Parts to see the overall design. see how the parts fit together. 
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SENSING 
Tendencies/Characteristics 


INTUITION 
Tendencies/Characteristics 








Likes set procedures, established routines. 





HH 


Likes change and variety. 
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S’s may seem materialistic and literal- 
minded to N’s. 





N’s may seem fickle, impractical 
dreamers to S’s. 








Needs intuition for balance. 








Needs sensing for balance. 



































THINKING 


Tendencies/Characteristics 


FEELING -° 


Tendencies/Characteristics 








Decides with the head. 


ly 
™, 
Decides with the heart. 











Goes by logic. 





Goes by personal convictions. 








Concerned for truth, justice. 





Concerned for relationships, harmony. 




















THINKING 


Tendencies/Characteristics 


FEELING © 


Tendencies/Characteristics 




















Sees things as on-looker, from outside 
a Situation. 




















Sees things as a participant, from within 
a situation. 








Takes a long view. 





Takes an immediate and personal view. 
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Spontaneously finds flaws, criticizes. 
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Spontaneously appreciates. 


























THINKING 


Tendencies/Characteristics 


FEELING 


Tendencies/Characteristics 











T’s may seem cold and 
condescending to F’s. 


F’s may seem fuzzy-minded and 
emotional to T’s. 














T’s need feeling for balance. 


& 


F’s need thinking for balance. 
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JUDGMENT PERCEPTION 


Tendencies/Characteristics Tendencies/Characteristics 








Meets deadlines by last minute rush. 








J's may seem demanding, rigid, P’s may seem disorganized, messy, 
uptight to P’s. irresponsible to J’s. 








Ay, 


Needs perception for balance. Needs judgment for balance. 





























JUDGMENT 


Tendencies/Characteristics 


PERCEPTION 


Tendencies/Characteristics 











Prefers an organized lifestvle. 








Prefers a flexible lifestvle. 














Likes definite order and structure. 


PP 


SS 


Likes going with the flow. 
















Likes to have life under control. 


00, 
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Prefers to experience life as it happens. 


























JUDGMENT PERCEPTION 


Tendencies/Characteristics Tendencies/Characteristics 











Enjoys being decisive. 











a 


Ss ~~ 





Likes clear limits and categories. Likes freedom to explore without limits. 























ag 


Feels comfortable establishing closure. Feels comfortable maintaining openness. 




















TIPS FOR RESOLVING CONFLICTS 


EXTRAVERTS: Stop, look, and listen! Extraverts always think they 
can talk their way through--and out cf most conflicts. What they may 
need most is to listen to the other person's point of view. 


INTROVERTS: Express yourse:‘! it may seem redundant to you, dut 
tell your side of the story. Make certain you are heard. Where 
conflict is concerned, a little overkill may help. 


SENSORS: There's more to conflicts than just the facts. Sometimes 
it’s important to look at extenuating circumstances. If someone 
always disagrees with you no matter what you say, there may be issues 
involved that need attention other than just the situation of the 


moment. 


INTUITIVES: Stick to the issues. When conflict arises, Ns want to 
reiate it to the total picture. This may not always be appropriate. - 
It may cloud the issues and complicate resolution. Sometimes it 
helps just to settle a simple dispute; then deal with the bigger 


picture. 


THINKERS: Allow some genuine expressions of emotions. - Thinkers may 
become unglued when others cry az work or hug or express warmth. Even 
if you're anabie to express these things yourself, you should allow 


others the freedom to do so. 


FEELERS: Be direct and assertive. The world won’t end if you say 
what you really mean even if it’s negative. Being upfront about your 


‘feeiings facilitates moving to constructive resoiution. What sounds 


harsh to you as you say it probably won’t be received as harshly by 
other types; they may even appreciate your frankness. 


JUDGERS: You're not always right. This may be difficuit to believe, 
but you must if you want a conflict ever to be resolved. Js see the 
world as black and white, right and wrong, and have difficulty 
accepting opposing points of view. It’s hard to negotiate with 
someone who thinks they are always right. | 


PERCEIVERS: Take a clear position. Ps often argue both sides 
because they truly see both sides of an argument; they piay the 
deviil’s advocate. Seing fiexibile and adaptable is t always 
helpful; there are times when it may even intensi? he dispute. 
you really feel strongly about somathing, Setter take a s*%and and 


defend it. 
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Different Drums and 
Different Drummers 


If I do not want what you want, please try not to tell me that my 
want is wrong. 


Or, .< I believe other than you, at least pause before you correct 
my view. 


Or, if my emotion is less than yours, or more, given the same 
circumstances, try not to ask me to feel more strongly or weakly. 


Or yet, if I act, or fail to act, in the manner of your design for 
action, let me be. : 


I do not, for the moment at ieast, ask you to understand me. That 
will come only when you are willing to give up changing me into 
a copy of you. 


I may be your spouse, your parent, your offspring, your friend, or 
your colleague. If you will ailow me any of my own wants, or 
emotions, or beliefs, or actions, then you open yourself, so that 
some day these ways of mine might not seem so wrong, and might finally 
appear to you as right for me. To put up with me is the first step 

to understanding me. Not that you embrace my ways as right for you, 
but that you are no longer irritated or disappointed with me for 

my seeming waywardness. And, in understanding me, you might come 

to prize my differences from you, and, far from seeking to change 

me, preserve and even nurture those differences. 





Keirsey, David and Marilyn Bates 
1 Understand on 






rs, Inc., Bel Mar, California, 1978) 
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COACHING BY WAY OF FEEDBACK 





When you are criticized by someone, it is difficult to know what 
to do. A common reaction is to get defensive and feel critical of 
the person criticizing you: “What right do they have to criticize 
me ?" Or, suppose you have a negative reaction to someone’s 
disruptive behavior....do you sit on your feelings for the sake of 
group harmony? 


It is not unusual to feel frustrated and wonder: Is there a way 
to express dissatisfaction without provoking a confrontation that 
might disrupt the situation even more? 


There are proven methods for giving and receiving criticism, 
methods that work equally well for giving and receiving praise. 
The goal is to give "constructive feedback", whether positive or 
negative, and to make sure that any feedback you receive is 
constructive. Constructive feedback is defined as feedback 


provided for purposes of improvement. 


Think about it, feedback is the essence of growth: coaching and 
performance appraisal are intended to facilitate your personal 
growth, organizational growth and development are dependent upon 
understanding your current condition and knowing where there are 
opportunities for improvement (how do your customers perceive your 
organization?). Without feedback there is no continuous improve- 
ment; you don’t know how well or poor you are doing. 


Useful feedback comes in several forms. Statistical data provides 
feedback on performance of a process. Measurements tell you how 
well a process is running, whether the changes you tried were 
effective in improving a process. Customer comments provide 
feedback. Your customers tell you how well your organization is 
doing and whether your product or service met the customer’s 
needs. But, the most common form of feedback, and the one we will 
deal with here, is simply, "One Person Talking To Another". 
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COACHING BY WAY OF FEEDBACK 





The ability to coach others through the use of constructive 
feedback is the single most important skill in working through any 
problem. Your ability to care about people and genuinely want to 
solve the problem will be noted and contrasted against people who 
want only to criticize, gripe, and blame. 


Thinking ahead of time about what you are going to say and how you 
are going to say it, and following these guidelines, will greatly 
enhance your ability to communicate. 





ae en —— 


Guidelines For Constructive Feedback 





| 











e Know how to give feedback 








Acknowledge the need for feedback. 


Feedback is vital to any organization committed to improving 
itself, for it is the only way to know what needs to be improved. 
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COACHING Bf WAY OF FEEDBACK 





Remember, there is no continuous improvement without feedback. 
People need to know when they are doing something right as well as 
when they need to improve. Suppliers need to hear from their 
customers. Leaders need to hear from their team members. Giving 
and receiving feedback should be more than just a team or group 
member’s behavior, it should be part of the whole organization’s 
culture. 


However, your organizatior: should agree that giving and receiving 
feedback is an acceptable part of how you will improve the way you 
work together. This agreement (norm) is necessary so that no one 


Is surprised when they receive feedback. 





Many of us give feedback only when there is a problem (and 
likewise, we may only receive feedback when it is negative, that 

is why the issue of “coaching and feedback" may feel uncomfortable 
at the.moment). You can take the initiative to help people 

feel more comfortable about feedback by recognizing that people 
will more likely pay attention to your complaints if they have 

also received your compliments. Think about someone you know that 
you would classify as “fair" or “credibie". Are they always nice? 

Or do they give positive and negative fvedback as the situation 
warrants? It is important to tell people when they have done 
something well. 


Understand the context 


The most important characteristic of feedback is that it always 
has a “context”: 


@ Where it happened 


@ Why it happened 
@ What ied up to the event RS 
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COACHING BY WAY OF FEEDBACK 





Never simply walk up to a person, deliver a feedback statement, 
and then leave. Before you give feedback, review the actions and 
decisions that led up to the moment. 


when iv 


Before giving feedback, determine whether the moment is right. You 
must consider more than your own need to give feedback. 
Constructive feedback can happen only within a context of 

listening to, and caring about the other person. 


Do not give feedback when: 

@ You don't know much about the circumstances of the behavior. 

@ You don’t care about the person, or will not be around long 
enough to follow-up on the aftermath of your feedback. Hit 
and run feedback is not fair. 


@ The feedback, positive or negative, is about something the 
person ‘has no power to change". 


@ The other person seems low in self-esteem. 

¢ Your purpose is not really improvement, but to put someone on 
the spot (gotcha!), or demonstrate how smart or how much 
more responsible you are (being self-serving). 

@ The time, place, or circumstance are inappropriate (i.e. in 


the presence of outsiders; the situation is no loncer 
memorable). 


RG 
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COACHING BY WAY OF FEEDBACK 


Know how to give feedback 








It is critical that your intent is to scive the problem, not to 
biame, be critical, to embarrass, ©; be self serving. Be aware 
that if your intent is not to collaboratively problem solve, the 
receiver of the feedback will become suspicious of your intent. 
Your body language, words, tone of voice, and eye contact will 
give away your real intent. 


The following guidelines will help you understand what constitutes 
constructive feedback: 


@ Be descriptive. 


@¢ Be objective 
#4 Give specific examples 


to a disagreement over “facts") 
@ Focus on the job, not the person. Don’t use labels. 


@¢ Words like “immature”, “unprofessional”, and 
“irresponsibie" are labels. Say "you missed the 
deadline we all agreed to", rather than “you’re being 
irresponsible, and | want to know what you're going to 
do about it ?" 





@ Don't exaggerate. 


@¢ To say “you’re always late with your suspenses" is probably 
untrue. 
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COACHING BY WAY OF FEEDBACK 





@ Speak for yourself. 


4 Don’t refer to absent anonymous people, “a lot of people 
think you..." Don’t be a conduit for other peuple’s 
complaints. Instead, encourage others to speak for 


themselves. 
® Talk first about yourself, not about the other person. 


@¢ Use "I" statements, not "you" statements. 
‘t" statements enable you to clearly state the problem 


by focusing on the behavior rather than the person; 

it eliminates the possibility that your feedback will 

be interpreted as blaming or a personal attack. The 
receiver of the feedback will be more inclined to hear 
you if the feedback is not interpreted as a threat. 


#44 "You are frequently late for meetings" 
VERSUS 
#44 “Il feel annoyed when you are late for meetings" 
@ Phrase the issue as a statement, not a question. 
#4 “When are you going to stop being late for meetings?" 
VERSUS 
#4 “I feel annoyed when you are late for meetings." 
44 Questions are controlling and manipulative because 


they imply that the other person is expected 
to adjust their behavior to accommodate you. 
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@ Restrict your feedback to things you know for certain. 


@¢ Don’t present your opinions as fact. 
@¢ Speak only of what you saw and heard, and what you feel and 


want. 


@ Help people hear and accept your compliments when giving 
positive feedback. 


#4 Many people do not know how to take compliments; it feels 
awkward. Reinforce the positive feedback by helping 
them to hear the compliment, acknowledge it, and 


accept It. 


Know how to receive feedback 


This is where your skilis and commitment for true improvement will 
really be tested. There will be times when you receive feedback 
from someone who does not know these feedback guidelines. In these 


cases, “help your critic refashion the criticism" so that It 
conforms to these guidelines. 


@ Breathe 


4 This is simple but effective advice. Our bodies are 
conditioned to react to stressful situations as though 
they were physical assaults. Our muscles tense. We 
start breathing rapid and shallow. Taking full, deep 
breaths forces your body to relax and allows your 
brain to maintain greater alertness. 


@ Listen carsiully (remember your effective listening techniques) 


¢@¢ Don’t interrupt 
@¢ Don't discourage the feedback giver 
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@ Ask questions for clarity 


@¢ You have a right to receive clear feedback 
@¢ Ask for specific examples 


@ Acknowledge the feedback 


@ ¢ Paraphrase the message in your own words to let the other 
person know that you have heard and understood what 


was said. 
@ Acknowledge valid points 


@¢ Agree with what is true. Acknowledge the other person’s 
point of view. 
@@ Agreeing with what is true does not mean that you agree to 
change your behavior. For example a co-worker telis 
you: “When your reports are late, | feel angry, 
because | sense you don’t take deadlines seriously. 
The result of your late reports is that | am then 
likewise late with my reports." You can agree with 
the fact that your reports are late, but disagree that 
you don’t take deadlines seriously. 


@ Take time to sort out what you heard 


@@ You may need time to sort out or check the facts before 
responding to the feedback. 

@¢ itis reasonable to ask the feedback giver for time to 
think about what was said and how you feel about it. 

@ @ Make an appointment for getting back to the person. Don’t 
use this time as an excuse to avoid the issue. 
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COACHING BY WAY OF FEEDBACK 


A Fr rk for Pr in Feedback 





Although the following sequence of statements may feel awkward 
when you first try it, the results are promised to be effective. 


“When you..." (Describe the behavior without judgement, 
exaggeration, or motives; state 
the facts as objectively as 
possible.) 





"| feel..." (Tell how the behavior affects you; what is 
the connection between the person’s 
actions and your feelings. Accept 
responsibility for your own 
feelings; this is usually a 
variation of joy, sorrow, anger, 
fear.) 





"Because |..." (Tell the connection between the behavior and 
your feelings; say why you are 
affected that way.) 


“Lwould like..." (Describe the change you want the other person 
to consider.) 


“Because...” (Tell why the change would help.) 


“What do you think about that?" (Listen to ther other person's 
response. Be prepared to discuss 


options and collaborate on a 


solution.) 
Modified from The Team Handbook, Peter R. Scholtes, Joiner Associates, 1988, pp. 6-23, 6-31. 
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GIVING AND RECEIVING FEEDBACK 


Construct a “Force Field Analysis" chart for your own skills and 
abilities is. the area of “Giving and Receiving Feedback in a 
Total Quality Environment’. List both your strong points, 
“Driving Forces", and your weak points, "Restraining Forces". 
Then, develop your Personal Plan to improve in this area. 





| DRIVING: FORCES RESTRAINING FORCES 


~~ 
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My Personal Plan For Improving My Feedback Skills: 























¢2 


Sse penmaeagnrmeeeeneeeeans = = 
Vv 
A 


QUALITY COMMUNICATIONS — PAGE 19- FEEDBACK 


ESS STITT 














73 





CONFLICT MANAGEMENT 














CONFLICT MANAGEMENT 





Conflict exists in every organization and rises from differences 

of values, opinions, known facts and perception. We often think of 
conflict as destructive and initial reactions to conflict are 

usually negative. People associate conflict with violence, 
turmoil, distrust and bad feelings. 


Actually conflict has TWO dimensions: a creative dimension and a 
destructive dimension. 


Conflict stimulates a search for new solutions and helps clarify 
issues. A team or group willing to recognize their differences, 
to explore them and search for workable solutions, will find that 
conflict can have a positive outcome. 


All research validates that we have each LEARNED our conflict 

styles. Therefore, if you find that your current conflict 

management style is counterproductive, you can learn new conflict 
management behaviors. You can change your behaviors and therefore 
interact differently with others. 


Fundamental skills - listening, feedback, intervention and 
teamwork - are the tools for handling difficult situations. The 


following 6 steps provide a suggested format for dealing with and 
managing conflict. 


1) RECOGNIZING THAT DIFFERENCES ARE INEVITABLE 





The first step in dealing with conflict is recognizing that it 
is a normal, natural part of any group. Stop evaluating 
conflict as "good" or "bad", "right" or "wrong". As 
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individuals, we all have human characteristics that make it 
likely we will have conflicts stemming from biases, value 
differences, and dissimilar patterns of thinking. 


Furthermore, we develop loyalties to our departments and 
professional organizations. These loyalties put pressure on 
us to support certain views and to behave in certain ways that 
may differ from those who belong to other groups. 


There is nothing you can do to prevent or avoid all conflicts. 
However, you can recognize them and help your group deal with 
them effectively. 


2) RECOGNIZING THE SYMPTOMS OF CONFLICT 


The second step in dealing with differences effectively is the 
ability to spot conflict situations quickly. Some of the 
symptoms of unresolved conflict in groups are: 


@ ideas are attacked before they are completed 

@ Comments are made with vehemence 

@ Members belittie one another’s ideas or the ability of 
the group 

Members accuse one another of not understanding 
Members distort one another’s ideas 

Members are impatient with one another 

Members stick to their own points rather than find common 
goals 

Members take sides 

Suggestions don’t build on previous suggestions 
Little movement toward solution 

Win-lose pressures and attitudes (We-They) 
Members attribute negative motives to others 
Provocation, control, advice-giving 


eee @ 


4 
4 
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3) DIAGNOSING THE SITUATION 





The third step in dealing effectively with your group’s 
conflicts is to size up the situation. This refers to the 
ability to become an observer for a moment, and ask yourself 


"WHAT IS GOING ON HERE?" It’s hard to do that if you are 
caught up in conflict dynamics and emotions. 





Although the Leader needs to assume the responsibility for 
helping the group resolve issues, if you are involved in the 


conflict you must also “psychol ll k" and 
consider some diagnostic questions that can become the basis 


for intervening to bring about resolution. Below are three 
very useful questions for assessing the issues and behaviors 


of a conflict situation. 


A. What is the nature of th nth 
conflicting parties? 


GOALS ? - This refers to differences in what the parties 
would like to achieve. 


METHODS ? - Sometimes two people or groups can agree on 
the problem and the goals, but have differing 
views on the best method to achieve the goals 


both want. 


FACTS ? - Sometimes the disagreement is rooted in the 
facts of the present situation. Each party may 
have different facts or different perceptions of 
the same facts. 
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VALUES ? - Sometimes differences are more deeply rooted in 
the beliefs and personalities of the parties. 


Generally, it is easier to resolve differences over facts and 
most difficult to settie differences over values. 


6. What are the reasons for the differences? 


After identifying the nature of the difference, it is useful 
to go a step further and look at reasons. Among the most 
common reasons: 


LIMITED RESOURCES - Often, even when goals and methods are 
similar, parties can stili find themselves in conflict under 


conditions of scarce resources. Strategy implications call 
for creating more resources or developing methods for joint 
utilization. 


INFORMATION - The parties may have been exposed to different 
information and thus have arrived at a different understanding 
of the issues. Here, the task is to increase the information 


pool of the parties. 


PERCEPTION - Although different parties have the same 
information, they may see and interpret it differently. 
Resolutions might stem from reexamining the different 


perceptions. 


ROLE - People’s situations or roles cause them to take 


different positions. It can be helpful if each party can try 
to get “in th r’s shoes" and try to understand and 


appreciate the other’s needs and concerns. 
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C. What is the behavior of the parties? 


At times it is useful to focus on the behaviors. The parties 
in conflict might: 


not be listening - This might indicate that it is time the 
parties utilize the framework for constructive feedback. 


be dominating the discussion - This indicates that others 
should be brought into the discussion. 


block each other's ideas - Members might be putting up 
roadbiocks to one another’s ideas. Perhaps an intervention 


question such as ‘If we adopted Tom's solution, how could we 
make it work?" would remove the barriers to conflict 
resolution. 


Asking these three questions can help provide a better 
understanding of the issues and dynamics of the conflict 
situation. 


PRUNVIE AT I s PON VE TOR JLVING CONFLIL | 


Another step in dealing with differences is promoting 
attitudes that are conducive to working through conflicts. The 


beliefs and attitudes of individuals strongly affect whether 
they attempt to arrive at mutually beneficial solutions or 
choose to do battle with opponents. You must demonstrate by 
your behavior that YOU are willing to resolve conflict. 


A icumber of attitudes have been associated with the use of 
confrontation and joint problem solving approaches to 
conflict. 
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FLICT MANAGEMENT 


¢ A belief in the availability and desirability of a 
mutually acceptable solution. 


@ A recognition that conflict is a natural part of a 
relationship. 


@ A belief in cooperation rather than competition. 
@ Empathy for the other’s views. 


¢ A problem orientation at the outset, rather than a 
solution orientation. 


@ An attempt to minimize status and power differences that 
elicit defensiveness and guarded communication. 


a 

a 

a 

a 

a 

a 

| 

a 

a 

a @ A belief that the other party can compete, but chooses to 
cooperate. 
a 

a 

a 

a 

a 

a 

a 

a 

F 


@ An attitude of self-examination, looking into your own 
beliefs, attitudes, hostilities and perceptions. 


@ An awareness of limitations of arguing. 


@ Give people room to change their views without appearing 
weak or defeated. 


@ A belief that c‘fferences of opinion are helpful. This 
attitude is particularly important. The person with 
different ideas can be seen either as -- 
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A PROBLEM EMPLOYEE AND TROUBLEMAKER or 
AN IDEA PERSON AND INNOVATOR 
depending on your own attitude. 


5) BEING AWARE OF YOUR OWN 
CONFLICT MANAGEMENT STYLE 











Conflict is a natural part of the human condition. It has 
touched all our lives. Since childhood, we have developed 
ways of reacting to and managing conflict in our lives. 

Part of conflict management involves understanding our own 
preferred reactions and expanding our behavior repertoire so 
that we can make more conscious choices of which mode to use. 
It is important to recognize our own style for handling 
conflict and how that style contributes to the dynamics of 
resolution. More often than not, one’s view of conflict and 
style of handling the conflict is as important as the nature 

of the conflict itself. | 


One can think of individuals differing along two dimensions: 


a. The extent to which the individual attempts to satisfy 
the other person’s concerns (cooperativeness). 


b. The extent to which the individual attempts to 
satisfy his own concerns (assertiveness). 


$0 
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The combination of these two dimensions yields five basic 
modes for handling conflict. Underlying each is a set of 
beliefs about conflict and its effects. Both dimensions are 
operating in us; our style becomes a mix. 


























t HI} COMPETING COLLABORATING 
ASSERTIVENESS COMPROMISING 
| AVOIDING ACCOMMODATING 
LO COOPERATIVENESS = > HI 








COMPETING - is assertive and uncooperative - an individual pursues 
his own concerns at the other person’s expense. This is a power 
oriented mode, in which one uses whatever power seems appropriate 
to win one’s own position -- one’s ability to argue, one’s rank, 
economic sanctions. Competing might mean "standing up for your 
rights," defending a position which you believe is correct, or 


simply trying to win. 
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ACCOMMODATING - is unassertive and cooperative - the opposite of 
competing. When accommodating, an individual neglects his/her own 
concerns to satisfy the concerns of the other person; there is an 
element of self-sacrifice in this mode. Accommodating might take 
the form of selfless generosity or charity, obeying another 

person’s order when one would prefer not to, or yielding to 

anvther person’s point of view. © 





AVOIDING - is unassertive and uncooperative - the individual does 
not immediately pursue his/her own concerns or those of the other 
person. The conflict is NOT addressed. Avoiding might take the 
form of diplomatically sidestepping an issue, postponing an issue 
until a better time, or simply withdrawing from a threatening 
situation. 


COLLABORATING - is both assertive and cooperative - the opposite 
of avoiding. Collaborating involves an attempt to work with the 
other person to find some solutions which fully satisfies the 
concerns of both persons ( a win-win situation)....digging in to 

an issue to identify the underlying concerns of the two 

individuals and finding an alternative which meets both sets of 
concerns. Collaborating may take the form of exploring a 
disagreement to learn from each other’s insights, concluding to 
resolve some condition which would otherwise have them competing 
for resources, or confronting and trying to find a creative 

solution to an interpersonal problem. 





COMPROMISING - is intermediate in both assertiveness and 
cooperativeness. The objective is to find some expedient, mutually 
acceptable solution which partially satisfies both parties 

(settling for half a loaf). It falls on a middle ground betwen 
competing and accommodating. Compromising gives up more than 
competing but less than accommodating. Likewise, it addresses an 
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issue more directly than avoiding, but doesn’t explore it in as 
much depth as collaborating. Compromising might mean splitting 
the difference, exchanging concessions, or seeking a quick 
middie-ground position. 


We all have used these modes, at one time or another, and each 
mode has its advantages and disadvantages. Remember, 
every situation requires its own solution. Clearly, the 

style that is most supportive of Total Quality is the 
collaborative style; this style provides the greatest return on 
your investment of time and energy. 


6) SKILLFULLY INTERVENING TO PROMOTE 
RESOLUTION OF DIFFERENCES 


Once the conflict has been spotted and the cause of conflict 
has been assessed, the most effective way of resolving it is 
through integrated problem solving, in which the group works 
together to accommodate the specific needs of individual 
members. 





integrated problem solving necessitates that one develop a 
good understanding of the other’s needs, and desires. 


This calls tor: 


ATTENDING - focusing your physical and psychological attention 
on the other, using Effective Listening techniques. 

Encouraging the other to share opinions, feelings, and desires 
regarding the situation. 


VALUING - communicating to the others that you respec. their 
position and value them as people. 
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ACTIVE LISTENING - using reflection techniques to ensure that 
you understand both the content and feeling of the other 
person’s message. Active listening helps ensure understanding 
and communicates concern and caring. 


QUESTIONING - using open questions designed to get information 
rather than intimidate. 





PERSONAL DISCLOSURE - openly sharing one’s feelings, opinions, 
or lack of knowledge. This helps build trust and conveys a 


willingness to be influenced. 


In addition to understanding the other’s point of view, the 
parties in conflict must also press for what he or she wants 


in the situation. 


This requires: 


DIPLOMATIC DISAGREEMENT - voicing disagreement without 
devaluing the opinions of others. 


CONFRONTATION - stating clearly, but without aggressiveness, 
one’s own desires in an attempt to move others to accept our 


ideas. 


ASSERTIVE PERSUASION - use of logic, fact and opinions to 
propose, or to reason for or against, a position. 


COMMON VISION - strengthening belief in a common effort by 
articulating exciting possibilities or generating a shared 


identity. 





These skills used in creative combinations can enable 
conflicting parties to formulate a mutually acceptable 


solution. Q4 
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PUTTING IT ALL TOGETHER 


For hopefully all of you, this has been an enjoyable, 
enlightening and beneficial workshop that you will continue 
to reflect upon. |! commend to you that change is possible 
and your Iife will be much richer and fulfilling when you grow 
with this information. 


| would suggest that you do periodic assessments of how you 
are doing with your growth by examining your Attitudes, 
Predispesitions, Filters and how your plan for change is 
working. Use the tools you have learned, and seek feedback 
from others, | know this is a very difficult undertaking and 
not all will want or desire to undertake it, for those who 
choose to do so, you will find the effort is worth the 
rewards. | wish you al! well and am looking forward to 
seeing you again. | would wish you luck, but luck does not 
come into play here, for lack is given to these who seize the 


opportunity. 


1 YOU ALWAYS DO, WHAT YOU ALWAYS DID, YOU ALWAYS 
GET, WHAT YOU ALWAYS GOT! 
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COMMUNICATIONS 


In The Team Environment 


A different View of 
am 
old topic 


(Or how to assure team success 
through your communication skills) 


By LARRY R. WHITE, 
Dept. of Interior, BLM 











TEAM FORMING CONSIDERATIONS 
(Positive and Negative) 


In the formation of any team or while striving to achieve 
higher levels of synergy, there are basic differences among 
individuals on the team(s) which must be considered, among 
them are: 


o Demographic differences (age/generation, gender, race, 
socio-economic -status, cultural background, and traditions) 


o Basic values and needs 

0 Motivation 

0 Capabilities 

o Energy level, vitality, health, and fitness 

o Professional training and skills . 
o Experience (job and life) 


o Leadership/management style and methods for dealing with 
authority and conflict 


o Career and Life goals 
o Level of self efficacy, and hardiness 


o Communication style 
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YOUR PERSONAL COMMUNICATION STYLE - THE 
IMPACT YOU HAVE ON THE TEAM PROCESS. 


In this discussion we will attempt to uncover faces and facets 
of us that perhaps we are not aware of that can either have a 
negative or positive impact on the teams we are working with. 
(The Johari Window concept) 


First lets look at our pre-disposition, and by this I mean how 
you feel about doing what you are doing, and what you wivl 
be doing. This can be associated with ATTITUDE, in that 
both are predictors of the outcome of a future events. This 
may seem complicated, but it really isn’t. Take for example 
the old adage - “Blue Monday” this statement conjures up 
different ideas, concepts, and feelings for us all. Some people 
(and we can all relate to some extent) live their life this way.. 
They set themselves up for a “blue monday" and proceed to 
find ways to justify their negative anticipation. 


Thus it is with us, if we look forward to an event, no matter 
how difficult, with a positive expectancy for a win-win, we 
will prepare for that eventuality. Our pre-disposition of how 
we feel about ourselves in conjunction with what we are doing 
is paramount to ours and the teams success. 
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Any discussion surrounding personal communication style 
must include the concept of “self-talk” and "self assessment". 
How you communicate with you, contributes to how well the 
team succeeds in its efforts. If you talk your self into a 
positive expectancy for a future team event, and are prepared, 
then the chances for success are far greater than it would be 
otherwise. Thinking positive thoughts about future events are 
indeed visioning "If you think you can - or think you can"t, 
you're right! (Henry Ford) 


When interacting with others, always be aware they are 
"reading" you and absorbing your total communication at the 
same time you are "reading" them (this whole process can be 
partially, or completely subconscious). We all can “read” 
and what we read generally consist of: 

o Body Language 

Tone of voice 

context 

eye contact 

ignoring 

idiosyncracies 

dress 

"predisposition" 

"filters" 

attitudes 

demeanor 

experience with significant "like" others 

attentiveness 

When we appreciate how others process data and 
communication 

and what the impact we have on THEIR attitude we are much 
more able to predict the outcome of events. 
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Often, when opposing forces meet (such as different 
personalities or other factors) the stage is set for conflict. We 
must always recognize this fact and build skills to deal with it 
as real and not dismiss it as trivial. It is our role to keep 
digging to help the group and individuals discover the "root" 
of the conflict and deal with it in a positive manner, thus 
turning a win-lose situation into a win-win. 

Conflict can be good and be used as the vehicle to uncover 
roadblocks to goal and objective achievement. Our most 
important goal in dealing with conflict is to depersonalize it 
and drive to root cause. When we discover that the cause is 
individual differences, we strive to build a platform where 
those involved can operate through mutual understanding that 
is based in goal achievement. As optimistic as we would like 
others to be toward successful conflict resolution, we must be 
prepared for the eventuality that sometimes the conflict can be 
too profound for resolution and that drastic measures must be 
taken (removal from the team, etc.) If we set the stage for the 
team with sound norms and preparation. virtually all conflicts 
can be successfully resolved. 


Coaching the team through difficulties to success is the goal 
we Should start with, one of the hardest things for some of us 
is not to become part of the conflicts that arise, our role 
should be to guide the team through communication difficulties 
that always arise when people are involved. Some of the 
goals that should be set in this area are: 

o coach through the conflict 

oO stay out of it 

0 coach toward dialogue 

o find the diamonds and gold 











0 look for the positive 

oO build trust in the process 

Oo reward often 

o involve all 

o don’t own the problem 

o hang out the sheets, when needed 

Your role in the team process, no matter how small or large 

the team, no matter how importani or un-important the tasks 

may seem take your role seriously. For what you do today 

with the team sets the expectancy of the individuals for future 

related events. A positive experience in the now, defines the 

future for you, the team, and the customers the team supports. 
"If you always do, what you always did, you always get, 

what you always got”. 


"WHEN WE STRIVE FOR EXCELLENCE, WE NEVER 
SETTLE FOR MEDIOCRITY" 
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